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IN THE CLAIMS : 

The following is a complete listing of the claims in this application, reflects all 
changes currently being made to the claims, and replaces all earlier versions and all 
earlier listings of the claims: 

1 . (currently amended) A system for observing calls to a call center, said 

system comprising: 

an automatic call director (ACD) unit, arranged to receive incoming calls 
to the call center and to queue and switch the calls to various lines of the call centeTi^sakl 
ACD unit including a service observation port: 

an interactive voice response (IVR) unit connected to said ACD unit, said 
IVR unit arranged to interact with a caller via an interactive computer program in which 
the caller enters a response to a prompt and the response causes the interactive program 
to provide the caller with information or another prompt; and 

a recorder unit, located off-site from said call center and arranged to 
communicate with said ACD unit via the service observation port to record calls to the 
call center, the recorder unit recording complete calls from beginning to end, including 
prompts made by said IVR unit, callers responses to the prompts, and information 
provided by said IVR unit to the callers. 



2. (currently amended) A system according to Claim 1, wherein said 
recorder unit io locatod at tho call cent e r communicates with th e service observation port 
via a router. 
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3. (currently amended) A system according to Claim 1 , wherein said 
recorder unit located romotoly from tho call c e nt e r communicates with the service 
observation port via the public switc hed telephone network. 

4. (original) A system according to any one of Claims 2 and 3, wherein 
said recorder unit is a live observer who manually records the calls to the call center. 

5. (original) A system according to any one of Claims 2 and 3, wherein 
said recorder unit is an electronic recorder unit. 

6. (original) A system according to Claim 4, wherein the caller responses 
are dual-tone multi-frequency (DTMF) responses, and said recorder unit is equipped with 
a DTMF decoder for decoding the caller responses. 

7. (original) A system according to Claim 1, further comprising: 

a terminal connected to said IVR unit, said terminal arranged to receive a 
call transferred from said IVR unit, such that an agent using said terminal may interact 
with a caller corresponding to the transferred call. 



8. (original) A system according to Claim 7, wherein said recorder unit 
records a conversation between the caller and the agent. 
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9, (original) A system for observing calls to a call center, said system 

comprising: 

an automatic call director (ACD) unit, arranged to receive incoming calls 
to the call center and to queue and switch the calls to various lines of the call center, said 
ACD unit including a service observation port; 

a first interactive voice response (IVR) unit connected to said ACD unit, 
said first IVR unit arranged to interact with a caller via an interactive computer program 
in which the caller enters a response to a prompt and the response causes the interactive 
program to provide the caller with information or another prompt; and 

a service observation system located off-site from the call center, said 
service observation system including: 

a second IVR unit, arranged to connect with said ACD unit via the 
service observation port, by providing said ACD unit with a security passcode so that the 
second IVR unit has access to calls to the call center, and 

a recorder unit, arranged to record calls to the call center, the 
recorder unit recording complete calls from beginning to end, including prompts made by 
said first IVR unit, callers responses to the prompts, and information provided by said 
first IVR unit to the callers. 

10. (original) A system according to Claim 9, wherein the recorder unit is 
a live observer who manually records the calls to the call center. 
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1 1 . (original) A system according to Claim 9, wherein the recorder unit is 
an electronic recorder unit. 

12. (original) A system according to Claim 9, wherein the caller 
responses are dual-tone multi-frequency (DTMF) responses, and the recorder unit is 
equipped with a DTMF decoder for decoding the caller responses. 

13. (original) A system according to Claim 9, further comprising: 

a terminal connected to said first IVR unit, said terminal arranged to 
receive a call transferred from said first IVR unit, such that an agent using said terminal 
may interact with a caller corresponding to the transferred call. 

14. (original) A system according to Claim 13, wherein the recorder unit 
records a conversation between the caller and the agent 

15. (original) A system according to Claim 9, wherein the recorder unit 
selectively records a particular category of calls. 

16. (original) A system for observing calls to a call center, said system 

comprising: 

an automatic call director (ACD) unit, arranged to receive incoming calls 
to the call center and to queue and switch the calls to various lines of the call center; 
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an interactive voice response (IVR) unit connected to said ACD unit, said 
IVR unit arranged to interact with a caller via an interactive computer program in which 
the caller enters a response to a prompt and the response causes the interactive program 
to provide the caller with information or another prompt; 

a service observation system located off-site from the call center; and 

a router unit, arranged to divert calls to the call center to the service 
observation unit via a first redirection line, 

wherein said service observation system includes: 

a recorder unit, arranged to record calls to the call center, the 
recorder unit recording complete calls from beginning to end, including prompts made by 
said IVR unit, callers responses to the prompts, and information provided by said IVR 
unit to the callers, and 

a trombone unit, arranged to return calls diverted to said service 
observation system back to said ACD unit via a second redirection line, and 

wherein the recorder records the complete calls via the first and second 
redirection lines. 

17. (original) A system according to Claim 16, wherein the recorder unit 
is a live observer who manually records the calls to the call center. 

18. (original) A system according to Claim 16, wherein the recorder unit 
is an electronic recorder unit. 
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19. (original) A system according to Claim 16, wherein the caller 
responses are dual-tone multi-frequency pTMF) responses, and the recorder unit is 
equipped with a DTMF decoder for decoding the caller responses. 



20. (original) A system according to Claim 16, further comprising: 

a terminal connected to said IVR unit, said terminal arranged to receive a 
call transferred from said IVR unit, such that an agent using said terminal may interact 
with a caller corresponding to the transferred call. 

21. (original) A system according to Claim 20, wherein the recorder unit 
records a conversation between the caller and the agent. 

22. (currently amended) A method of observing calls to a call center, said 

method comprising: 

a reception step of receiving, via an automatic call director (ACD) unit 
having a service observation port , incoming calls to the call center, and queuing and 
switching the calls to various lines of the call center; 

an interactive voice response (IVR) interaction step of a caller interacting 
with an IVR computer program, such that the caller enters a response to a prompt and the 
response causes the program to provide the caller with information or another prompt; 
and 

a recording step of recording calls to the call center with a recor ding unit 
located off-site from the call center that communicates with said AC D unit via the service 

7 

PACE 8/20 " RCVD AT 3/17/2005 4:46:18 PM (Eastern Standard Time] ■ SVR:USPTO-EFXRF-1/3 * DNlS:872930e " CSn>:97271 83948 * DURATION <mm-ss):06^0 



03/17/05 THU 15:43 FAX 9727183946 



VERIZON IP 



USPATE NT-AMEND H009 



U.S. Appln. No. 10/090,264 
Atty. Docket No. 01-4005 

observation point the calls being recorded from beginning to end, including prompts 
made in said IVR interaction step, callers responses to the prompts, and information 
provided to the callers. 

23. (original) A method of observing calls to a call center, said method 

comprising: 

a reception step of receiving, via an automatic call director (ACD) unit, 
incoming calls to the call center, and queuing and switching the calls to various lines Of 
the call center, the ACD unit including a service observation port; 

a first interactive voice response (IVR) step of a caller interacting with an 
IVR computer program, such that the caller enters a response to a prompt and the 
response causes the program to provide the caller with information or another prompt; 
and 

an observation step of observing the calls to the call center using a service 
observation system located off-site from the call center, the service observation system 
performing steps including: 

a second IVR step of connecting with the ACD unit via the service 
observation port and providing the ACD unit with a security passcode in order to obtain 
access to the calls to the call center, and 

a recording step of recording calls to the call center, the calls being 
recorded from beginning to end, including prompts made in said first IVR step, callers 
responses to the prompts, and information provided to the callers. 
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24. (original) A method of observing calls to a call center, said method 

comprising: 

a reception step of receiving, via an automatic call director (ACD) unit, 
incoming calls to the call center, and queuing and switching the calls to various lines of 
the call center; 

an interactive voice response (IVR) step of a caller interacting with an 
IVR computer program, in which the caller enters a response to a prompt and the 
response causes the interactive program to provide the caller with information or another 
prompt; 

an observation step of observing the calls to the call center via a service 
observation system located ofF-site from the call center; and 

a routing step of diverting calls to the call center to the service observation 
unit via a first redirection line, 

wherein said observation step includes: 

ja recording step of recording the calls to the call center, the calls 
being recorded from beginning to end, including prompts made in said IVR step, callers 
responses to the prompts, and information provided to the callers, and 

a trombone step of returning the calls diverted to the service 
observation system back to the ACD unit via a second redirection line, and 

wherein the recording step records the calls via the first and second 
redirection lines. 



9 

PAGE 10/20 * RCVD AT 3/17/2005 4:46:18 PM [Eastern Standard Time] * SVR:USPTO-EFXRF-1/3 ■ DNIS:8723306 * CSID:97271 83046 * DURATION (mm-ss):06-30 



03/17/05 THU 15:44 FAX 9727183946 



VERIZON IP 



USPATENT- AMEND 



Bl Oil 



U.S. Appln. No. 1 0/090,264 
Atty. Docket No. 01-4005 

25. (currently amended) A computer program product embodying a 
program for implementing a method of observing calls to a call center, said program 

product comprising: 

code for a reception step of receiving, via an automatic call director 
(ACD) unit having a service observation port, incoming calls to the call center, and 
queuing and switching the calls to various lines of the call center; 

code for an interactive voice response (IVR) interaction step of a caller 
interacting with an IVR computer program, such that the caller enters a response to a 
prompt and the response causes the program to provide the caller with information or 
another prompt; and 

code for a recording step of recording calls to the call center with a 
recording unit located off-site from the call center that communicates w ith said ACD unit 
via the service observation port , the calls being recorded from beginning to end, 
including prompts made in said IVR interaction step, callers responses to the prompts, 
and information provided to the callers. 

26. (original) A computer program product embodying a program for 
implementing a method of observing calls to a call center, said program product 
comprising: 

code for a reception step of receiving, via an automatic call director 
(ACD) unit, incoming calls to the call center, and queuing and switching the calls to 
various lines of the call center, the ACD unit including a service observation port; 
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code for a first interactive voice response (IVR) step of a caller interacting 
with an IVR computer program, such that the caller enters a response to a prompt and the 
response causes the program to provide the caller with information or another prompt; 
and 

code for an observation step of observing the calls to the call center using 
a service observation system located off-site from the call center, the observation step 
including: 

a second IVR step of connecting with the ACD unit via the service 
observation port and providing the ACD unit with a security passcode in order to obtain 
access to the calls to the call center, and 

a recording step of recording calls to the call center, the calls being 
recorded from beginning to end, including prompts made in said first IVR step, callers 
responses to the prompts, and information provided to the callers. 

27. (original) A computer program product embodying a program for 
implementing a method of observing calls to a call center, said program product 
comprising: 

code for a reception step of receiving, via an automatic call director 
(ACD) unit, incoming calls to the call center, and queuing and switching the calls to 
various lines of the call center; 

code for an interactive voice response (IVR) step of a caller interacting 
with an IVR computer program, in which the caller enters a response to a prompt and the 
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response causes the interactive program to provide the caller with information or another 
prompt; 

code for an observation step of observing the calls to the call center via a 
service observation system located off-site from the call center; and 

code for a routing step of diverting calls to the call center to the service 
observation unit via a first redirection line, 

wherein the observation step includes: 

a recording step of recording the calls to the call center, the calls 
being recorded from beginning to end, including prompts made in said IVR step, callers 
responses to the prompts, and information provided to the callers, and 

a trombone step of returning the calls diverted to the service 
observation system back to the ACD unit via a second redirection line, and 

wherein the recording step records the calls via the first and second 
redirection lines. 

28. (currently amended) A system for observing calls to a call center, 
said system comprising: 

reception means for receiving incoming calls to the call center and for 
queuing and switching the calls to various lines of the call cente r* said reception means 
including a service observation port ; 

interactive means connected to said reception means, said interactive 
means for interacting with a caller via an interactive computer program in which the 
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caller enters a response to a prompt and the response causes the interactive program to 
provide the caller with information or another prompt; and 

recording means for recording calls to the call center, from beginning to 
end, including prompts made by said interactive means, callers responses to the prompts, 
and information provided by said interactive means to the callers, said recording means 
located off-site from the call center and communicat in g with said reception means via the 
service observation port . 

29. (original) A system for observing calls to a call center, said system 

comprising: 

reception means for receiving incoming calls to the call center and for 
queuing and switching the calls to various lines of the call center, said reception means 
including a service observation port; 

first interactive means connected to said reception means unit, said first 
interactive means for interacting with a caller via an interactive computer program in 
which the caller enters a response to a prompt and the response causes the interactive 
program to provide the caller with information or another prompt; and 

observation means located off-site from the call center, said observation 
means including: 

second interactive means connected with said reception means unit, via 
the service observation port, by providing said reception means with a security passcode 
so that the second interactive means has access to calls to the call center, and 
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means for recording calls to the call center, from beginning to end, 
including prompts made by said first interactive means, callers responses to the prompts, 
and information provided by said first interactive means to the callers. 

. 30. (original) A system for observing calls to a call center, said system 

comprising: 

reception means for receiving incoming calls to the call center and for 
queuing and switching the calls to various lines of the call center; 

interactive means connected to said reception means, said interactive 
means for interacting with a caller via an interactive computer program in which the 
caller enters a response to a prompt and the response causes the interactive program to 
provide the caller with information or another prompt; 

observation means located off-site from the call center; and 

means for diverting calls to the call center to the service observation unit 
via a first redirection line, 

wherein said observation means includes: 

means for recording calls to the call center, from beginning to end, 
including prompts made by said interactive means, callers responses to the prompts, and 
information provided by said interactive means to the callers, and 

means for returning calls diverted to said observation means back 
to said reception means via a second redirection line, and 

wherein the means for recording records complete calls via the first and second 
redirection lines, 
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